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DETAILED ACTION 

Oaim ReSeedons - 55 K£C § 102 
1. The foUowing is a quotation of the appropriate paragraphs of 35 U.S.C. 102 tfiat form the 
basis for the rejections under this section made in this Office action: 
A person shall be oidtied to a patent unless - 

(b) the invention was patented or described in a printed pubKcaiion in this or a foreign country or in public 

use or <m sale in this country, mote dian one year prior to die date of qipHcado 

States. 

Claims 1-49 and S 1-67 are rejected under 35 U.S.C. 102(b) as being clearly anticipated by 
Erman et, U.S. Pat No. 4658370. 

As per claim 1, Erman discloses a contact center configured to receive said 
communications (abstract and figures 1 and 2), a decision oigine configured to determine a 
priority code for each of said received communications (abstract and figures 1 and 2) and at least 
one queue configured to store said prioritized communications in order of priority code (abstract 
and figures 1 and 2). 

AS per claim 18, Erman discloses a contact center configured to receive said tasks 
(abstract and figures 1 and 2), a decision engine configured to determine a priority code for each 
of said tasks (abstract and figures 1 and 2) and at least one queue configured to store said tasks in 
order of priority code (abstract and figures 1 and 2). 

AS per claim 35, Erman discloses receiving said communications (abstract and figures 1 
and 2), determining a priority code for each of said received communications (abstract and 
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figures 1 and 2) and storing said prioritized commtinications in at least one queue according to 
priority code (abstract and figures 1 and 2). 

As per claims 2, 19 and 36, Erman discloses includes a parser configured to analyze 
contmt of said received communications/tasks (abstract and figures 1 and 2)* 

As per claim 3, 20 and 37, Erman discloses communications/tasks include text 
communications/tasks and said decision engine includes a parser configured to parse text of said 
tsxt communications/tasks (abstract and figures 1 and 2). 

As p^ claims 4, 21 and 38, Erman discloses text communications/tasks contain natural 
languagethat is parsed by said parser (abstract and figures 1 and 2). 

As per claims S, 22 and 39, Erman discloses identifi^ concepts of said received 
communications/tasks (abstract and figures 1 and 2). 

As per claims 6 and 23, Erman discloses parser identifies relationships between said 
concepts (abstract and figures 1 and 2). 

As per claim 7, 24 and 40, Erman discloses compares said concepts with priority criteria 
to determine said priority codes (abstract and figures 1 and 2). 

As per claims 8, 25 and 41, Erman discloses received communications/tasks by 
identifying keywords in said received communications/tasks (abstract and figures 1 and 2). 

AS per claims 9, 26 and 42, Erman discloses received by said contact center via a 
text-based communication/tasks diaimel (abstract and figures 1 and 2). 
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As per claim 10, 27 and 43, Eiman discloses communications/tasks are voice 
communications/tasks and said decision engine includes a parser configured to analyze content of 
said voice cominunications/tasks (abstract and figures 1 and 2). 

As per claims 1 1, 28 and 44, Ennan discloses an ag^t having a judgment of priority 
selects prioritized communications fix>m said queue according to said judgment of priority 
(abstract and figures 1 and 2). 

As per claims 12, 29 and 45, Erman discloses a monitoring module configured to monitor 
commimications selected by said agent and to provide said selected communications and priority 
codes of said selected communications as feedback to said decision engine (abstract and figures 1 
and 2). 

As per claims 13, 30 and 46, Erman discloses utilizes said feedback to adjust priority 
criteria used to determine priority of said received communications (abstract and figures 1 and 2). 

As per claims 1 4 and 3 1 , Erman* discloses a parser configured to parse said received 
communications and a priority module configured to receive parsed communications fixim said 
parser and determine said priority code for each of said parsed communications (abstract and 
figures. 1 and 2). 

As per claims 1 S and 32, Erman discloses priority module is a learning system and 
receives feedback fit>m a monitoring module that monitors communications selected fiom said 
queue by at least one agent (abstract and figures 1 and 2). 
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As per claims 1 6 and 33, Ennan discloses priority module is a rule-based system tbat 
detennines said priority code accoixling to a set of piedetenninedniles 1 and 

2). 

AS per clams 17 and 34, Erman discloses priority code is determined in accordance with 
priority guidelines established by a user of said system (abstract and figures 1 and 2). 

As per claim 47, Erman discloses converting said voice communications into text 
communications prior to determining said priority code (abstract and figures 1 and 2). 

AS per claun 48, Erman discloses analyzing content of said voice communications 
includes identifying emotional content (abstract and figures 1 and 2). 

As per claim 49, Eiman discloses means for receiving said communications (abstract and 
figures 1 and 2), means for determining a priority code for each of said received communications 
(abstract and figures 1 and 2) and means for storing said prioritized conununications in order of 
priority code (abstract and figures 1 and 2). 

As per claims 51, 54, 57 and 60, Erman discloses the decision engine is capable of 
learning new priority criteria based on a relative importance of communications learned fiiom an 
order in wfaidi an agent selected conununications (abstract and figures 1 and 2). 

As per claim 52, 55, 58 and 61 , Erman discloses the priority codes are determined 
according to rules for prioritizing communications (abstract and figures 1 and 2). 

As per claim 53, 56 and 59, Erman discloses the prioriQr codes are assigned to 
communications without an assigned priority (abstract and figures 1 and 2). 
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As per claim 61 , Ennan discloses a decision engine tbat detemiines priority codes for 
items, which are tasks or communications (abstract and figures 1 and 2) and is capable of 
learning new priority criteria based on a relative importance of the items leamed from an order in 
which an agent selected the items (abstract and figures 1 and 2). 

As per claim 63, Erman discloses a contact center configured to receive items, which are 
communications or tasks (abstract and figures 1 and 2), a decision engine that determines a 
priority code for each of the items received according to rules for prioritizing the items, is 
enable of determining the priority code for items without an assigned priority (abstract and 
figures 1 and 2) and is capable of learning new rules for prioritizing items based on positive and 
negative feedback related to a relative importance of items based on an order in whidi an agent 
selected the items (abstract and figures 1 and 2) and at least one queue configured to store the 
items in ord^ofthe priority code (abstract and figures 1 and2). 

As per claim 64, Erman discloses a contact center configured to receive items, which are 
communications or tasks (abstract and figures 1 and 2), a decision engine that determines a 
priority code for each of the items received according to rules for prioritizing the items, is 
capable of determining the priority code for items wifliout an assigped priority (abstract and 
figures 1 and 2) and is capable of learning new rules for prioritizing items based on a relative 
importance of items learned firom an ord^ in which an agent selected the itentis (abstract and 
figures 1 and 2) and includes a parser and is configured to analyze text, voice, natural language 
content, emotional content, identity keywords, identify concepts (abstract and figures 1 and 2) 
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and detennine relationships between the concepts of the items received (abstract and figures 1 
and 2) and at least one queue configured to store the items in order of the priority code (abstract 
and figures 1 and 2). 

As per claim 65, Erman discloses automatically learning a new priority rule based on an 
ivder in which an agent selected items» which are communications or tasks (abstract and figures 
1 and 2) and automatically determining priority codes for the items using the new priority rule 
(abstract and figures 1 and 2). 

As per claim 66, Ennan discloses receiving itmis, which are communications or tasks 
that do not have a previously assigned priority (abstract and figures 1 and 2) automatically 
learning a new priority rule based on an order in which an agent selected flie items (abstract and 
figures 1 and 2) automatically determining priority codes for die items using the new priority rule 
(abstract and figures 1 and 2) and storing the items prioritized in at least one queue according to 
the priority code (abstract and figures 1 and 2). 

As per clam 67, Ennan discloses receiving items, which are comnnmications or tasks that 
do not have a previously assigned priority (abstract and figures 1 and 2) automatically learning a 
new priority rule based on an order in whidi an agent selected the items (abstract and figures 1 
and 2) automatically determining priority codes for the items using the new priority rule (abstract 
and figures 1 and 2) parsing the items including analyzing text contents of items containing text 
of die items (abstract and figures 1 and 2) analyzing voice contents of items having voice 
contents of the items (abstract and figures 1 and 2), analyzing natural language contents of items 
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containing natural language of the items (abstract and figures 1 and 2), analyzing emotional 
contents of items having emotional content of the items (abstract and figures 1 and 2) identifying 
keywords of items containing words of tfie items (abstract and figures 1 and 2) idmtifying 
concepts of tiie item fliat contain concepts (abstract and figures 1 and 2) and determining 
relationships between the concepts of items having relationships between the concepts of the 
items (abstract and figures 1 and 2) and storing tiie items prioritized in at least one queue 
according to the priority code (abstract and figures 1 and 2). 



Claim Rejecdons - 35 U.&C § 102 
2. The following is a quotation of the ^)propriate paragraphs of 35 U.S.C. 102 that form the 
basis for ttie rejections under Ms section made in this Office action: 
A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public 
use or on sale in this country, more than one year prior to the date of application fOT patent in the United 
States. 

Claims 1-49 and S 1-67 are rejected under 35 U.S*C. 102(b) as being clearly anticipated by 
Nagase. U.S. Pat. No. 5687384. 

As per claim 1, Nagase discloses a ccmtact center configured to receive said 
communications (abstract and figures 1-3) a decision engine configured to determine a priority 
code for each of said received communications (abstract and figures 1-3) and at least one queue 
configured to store said prioritized conununications in order of priority code (abstract and figures 
1-3). 
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AS per claim 18, Nagase discloses a contact cmter configured to receive said tasks 
(abstract and figures 1-3) a decision engine configured to detamine a priority code for each of 
said tasks (abstract and figures 1-3) and at least one queue configured to store said tasks in order 
of priority code (abstract and figures 1-3). 

AS per claim 35, Nagase discloses receiving said communications (abstract and figures 1- 
3) determining a priority code for each of said received conmnmicarions (abstract and figures 1- 
3) and storing said prioritized communications in at least one queue according to priority code 
(abstract and figures 1-3). 

As per claims 2, 19 and 36, Nagase discloses includes a parser configured to analyze 
contmt of said received communications/tasks (abstract and figures 1-3). 

As per claim 3, 20 and 37, Nagase discloses communications/tasks include text 
communications/tasks and said decision engine includes a parser configured to parse t^ of said 
text communications/tasks (abstract and figures 1-3). 

As per claims 4, 21 and 38, Nagase discloses text conmmnications/tasks contain natural 
language that is parsed by said parser (abstract and figures 1-3). 

As per claims 5, 22 and 39, Nagase discloses identifies concepts of said received 
communications/tasks (abstract and figures 1-3). 

As per claims 6 and 23, Nagase discloses parser identifies relationships between said 
concepts (abstract and figures 1 -3). 
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As per claim 7, 24 and 40, Nagase discloses compares said concepts with priority 
criteria to determine said priority codes (abstract and figures 1 -3). 

As per claims 8, 25 and 41, Nagase discloses received communications/tasks by 
idrntifying keywords in said received communications/tasks (abstract and figures 1*3). 

AS per claims 9, 26 and 42, Nagase discloses received by said contact center via a 
text-based connnunication/tasks channel (abstract and figures 1-3). 

As per claim 10, 27 and 43, Nagase discloses communications/tasks are voice 
communications/tasks and said decision engine includes a parser configured to analyze content of 
said voice communications/tasks (abstract and figures 1-3). 

As per claims 1 1, 28 and 44, Nagase discloses an agent having a judgment of priority 
selects prioritized communications bom said queue according to said judgment of priority 
(abstract and figures 1-3). 

As per claims 12, 29 and 45, Nagase discloses a monitoring module configured to 
monitor communications selected by said agent and to provide said selected communications and 
priority codes of said selected communications as feedback to said decision engine (abstract and 
figures 1-3). 

As per claims 13, 30 and 46, Nagase discloses utilizes said feedback to adjust priority 
critmaiised to determine priority of said received communications (abstract and figures 1-3). 

As per claims 14 and 31, Nagase discloses a parser configured to parse said received 
communications and a priority module configured to receive parsed communications firom said 
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parser and det^mine said priority code for each of said parsed communications (abstract and 
figures 1-3). 

As per claims IS and 32, Nagase discloses priority module is a learning system and 
receives feedback fiom a monitoring module ttiat monitors communications selected firom said 
queue by at least one agent (abstract and figures 1-3). 

As per claims 16 and 33, Nagase discloses priority module is a rule-based system that 
determines said priority code according to a set of predetomined rules (abstract and figures 1-3). 

AS per clams 17 and 34, Nagase discloses priority code is determined in accordance with 
priority guidelines established by a user of said system (abstract and figures 1-3). 

As per claim 47, Nagase discloses converting said voice communications into text 
communications prior to determining said priority code (abstract and figures 1-3). 

AS per claim 48, Nagase discloses analyzing content of said voice communications 
includes idratifying emotional content (abstract and figures 1-3). 

As per claim 49, Nagase discloses means for receiving said communications (abstract and 
figures 1-3) means for determining a priority code for each of said received communications 
(abstract and figures 1-3) and means for storing said prioritized communications in ord^ of 
priority code (abstract and figures 1 -3). 

As per claims 51, 54, 57 and 60, Nagase discloses the decision engine is capable of 
learning new priority criteria based on a relative importance of communications leamed fiom an 
order in which an agent selected communications (abstract and figures 1-3). 
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As per claim 52, 55, 58 and 61, Nagase disclo^ fte priority codes are determined 
according to rules for prioritizing commimications (abstract and figures 1-3). 

As per claim 53, 56 and 59, Nagase discloses the priority codes are assigned to 
communications without an assigned priority (abstract and figures 1-3). 

As per claim 61, Nagase discloses a decision engine that determines priority codes for 
items, which are tasks or comnnmications (abstract and figures 1-3) and is capable of learning 
new priority criteria based on a relative importance of flie items learned fi:om an order in wiach 
an agent selected the items (abstract and figures 1-3). 

As per claim 63, Nagase discloses a contact center configured to receive items, which are 
communications or tasks (abstract and figures 1-3), a decision engine that detranines a priority 
code for each of the items received according to rules for prioritizing the items, is capable of 
determining the priority code for items without an assigned priority (abstract and fig^ires 1-3) and 
is capable of learning new rules for prioritizing items based on positive and negative feedback 
related to a relative in:q[K>rtance of items based on an order in which an agent selected die items 
(abstract and figures 1-3) and at least one queue configured to store the items in ord^ of the 
priority code (abstract and figures 1-3). 

As per claim 64, Nagase disclose a contact center configured to receive items, which are 
comnnmications or tasks (abstract and figures 1-3), a decision engine that determines a priority 
code for each of the items received according to rules for prioritizing the items, is capable of 
determining die priority code for items without an assigned priority (abstract and figures 1-3) and 



Page 13 



Art Unit: 2121 

is capable of learning new rules for prioritizing items based on a relative importance of items 
learned from an order in which an agent selected the items (abstract and figures 1-3) and includes 
a parser and is configured to analyze text» voice, natural language contrat, emotional content, 
identify keywords, identify concepts (abstract and figures 1-3) and determine relationships 
between the concepts of the items received (abstract and figures 1-3) and at least one queue 
configured to store the items in order of the priority code (abstract and figures 1-3). 

As per claim 65, Nagase discloses automatically learning a new priority rule based on an 
order in which an agent selected items, which are communications or tasks (abstract and figures 
1-3) and automatically determining priority codes for the items using the new priority rule 
(abstract and figures 1-3). 

As per claim 66, Nagase discloses receiving items, which are communications or tasks 
that do not have a previously assigned priority (abstract and figures 1-3) automatically learning a 
new priority rule based on an order in which an agent selected the items (abstract and figures 1-3) 
automatically detomining priority codes for tiie items using tiie new priority rule (abstract and 
figures 1-3) and storing the items prioritized in at least one queue according to tiie priority code 
(abstract and figures 1-3). 

As per clam 67, Nagase discloses receiving items, which are communications or tasks 
that do not have a previously assigned priority (abstract and figures 1-3) automatically learning a 
new priority rule based on an order in which an agent selected the items (abstract and figures 1-3) 
automatically determining priority codes for the items using the new priority rule (abstract and 
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figures 1-3) parsing the items including analyzing text contents of items containing text of the 
items (abstract and figures 1-3) analyzing voice contents of items having voice contoits of the 
items (abstract and figures 1-3), analyzing natural language contents of items containing natural 
language of the items (abstract and figures 1-3), analyzing emotional contents of items having 
emotional content of the items (abstract and figures 1-3) identifying keywords of items 
containing woids of the items (abstract and figures 1-3) identifying concepts of the item tfiat 
contain concepts (abstract and figures 1-3) and detemiining relationships between the concepts of 
items having relationships between the concepts of die items (abstract and figures 1-3) and 
storing the items prioritized in at least one queue according to &e priority code (abstract and 
figures 1-3). 

3. The following is a quotation of the appropriate paragrqshs of 35 U.S.C. 102 Aat form the 
basis for the rejections under this section made in this Office action: 
A person shall be entitled to a patent unless - 

(e) the invention was desoibed in a patent granted on an application for patent by another filed in die 
United States before the invention tiiereof by the qjplicant for patent, or on an intonational application by 
another who has fulfilled the requirements of paragraphs (1), (2), and (4) of section 371® of this title before 
the invention thoeof by the applicant for patent 
The changes made to 35 U.S.C 102(e) by the American Inventors Protection Act of 1999 (AIPA) 

do not apply to the examination of this application as the application being examined was not (1) 

filed on or after November 29, 2000, or (2) voluntarily published under 35 U.S.C. 122(b). 
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Therefore, this application is examined under 35 U.S.C. 102(e) prior to the amendment by the 
AIPA (pre-AIPA 35 U.S.C. 102(e)). 

Claims M9 and 5 1-67 are rejected under 35 U.S.C. 1 02(e) as being clearly anticipated by 
Ramani et al, U.S. Pat 6442542. 

As per claim 1, Ramani discloses a contact center configured to receive said 
communications (abstract and figures 1-3), a decision engine configured to determine a priority 
code for each of said received communications (abstract and figures 1-3) and at least one queue 
configured to store said prioritized communications in order of priority code (abstract and figures 
1-3). 

AS per claim 1 8, Ramani discloses a contact center configured to receive said tasks 
(abstract and figures lO), a decision engine configured to determine a priority code for each of 
said tasks (abstract and figures 1-3) and at least one queue configured to store said tasks in order 
of priority code (abstract and figures 1-3). 

AS per claim 35, Ramani discloses receiving said conununications (abstract and figures 
1-3), determining a priority code for each of said received communications (abstract and figures 
1 -3) and storing said prioritized communications in at least one queue according to priority code 
(abstract and figures 1-3). 

As per claims 2, 19 and 36, Ramani discloses includes a parser configured to analyze 
content of said received communications/tasks (abstract and figures 1-3). 
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As per claim 3, 20 and 37, Ramani discloses conunimications^tasks include text 
communications/tasks and said decision engine includes a parser configured to parse te^ct of said 
text communications/tasks (abstract and figures 1-3). 

As per claims 4, 21 and 38, Ramani discloses text conununications/tasks contain natural 
language that is parsed by said parser (abstract and figures 1-3). 

As per claims 22 and 39, Ramani discloses identifies concepts of said received 
communications/tasks (abstract and figures 1*3). 

As per claims 6 and 23» Ramani discloses parser identifies relationships between said 
concepts (abstract and figures 1-3). 

As per claim 7, 24 and 40, Ramani discloses compares said concepts with priority 
criteria to determine said priority codes (abstract and figures 1-3). 

As par claims 8, 25 and 41, Ramani discloses received conmiunications/tasks by 
identifying keywords in said received communications/tasks (abstract and figures 1-3). 

AS per claims 9, 26 and 42, Ramani discloses received by said contact center via a 
text-based communication/tasks channel (abstract and figures 1-3). 

As per claim 10, 27 and 43, Ramani discloses communications/tasks are voice 
communications/tasks and said decision engine includes a parser configured to analyze content of 
said voice communications/tasks (abstract and figures 1-3). 
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As per claims 1 1 , 28 and 44, Ramani discloses an agent having a judgment of priority 
selects pnoritized communications from said queue according to said judgment of priority 
(abstract and figures 1-3). 

As per claims 12, 29 and 4S, Ramani discloses a monitoring module configured to 
monitor communications selected by said agent and to provide said selected communications and 
priority codes of said selected communications as feedback to said decision engine (abstract and 
figures 1-3). 

As per claims 13, 30 and 46, Ramani discloses utilizes said feedback to adjust priority 
criteria used to determine priority of said received communications (abstract and figures 1-3). 

As pCT claims 14 and 31, Ramani discloses a parser configured to parse said received 
communications and a priority module configured to receive parsed communications fit>m said 
parso" and detennine said priority code for each of said parsed communications (abstract and 
figures 1-3). 

As per claims 15 and 32, Ramani discloses priority module is a learning system and 
receives feedback from a monitoring module that monitors communications selected fix)m said 
queue by at least one agent (abstract and figures 1-3). 

As per claims 16 and 33, Ramani discloses priority module is a rule-based system that 
determines said priority code according to a set of predetermined rules (abstract and figures 1-3). 

AS per clams 17 and 34, Ramani discloses priority code is determined in accordance with 
priority guidelines established by a user of said system (abstract and figures 1-3). 
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As per claim 47, Ramani discloses converting said voice communications into text 
communications prior to determining said priority code (abstract and figures 1 -3). 

AS per claim 48, Ramani disclose analyzing content of said voice communications 
includes identifying emotional contrat (abstract and figures 1-3). 

As per claim 49, Ramani discloses means for receiving said communications (abstract 
and figures 1-3), means for detemuning a priority code for eacb of said received communications 
(abstract and figures 1-3) and means for storing said prioritized communications in order of 
priority code (abstract and figures 1-3). 

As per claims 51, 54, 57 and 60, Ramani discloses the decision engine is capable of 
learning new priority criteria based on a relative inqxirtance of conununications learned fiom an 
order in which an agent selected communications (abstract and figures 1-3). 

As per claim 52, 55, 58 and 61, Ramani discloses the priority codes are determined 
according to rules for prioritizing communications (abstract and figures 1-3). 

As per claim 53, 56 and 59, Ramani discloses the priority codes are assigned to 
communications without an assigned priority (abstract and figures 1-3). 

As per claun 61, Ramani discloses a decision engine that determines priority codes for 
items, which are tasks or communications (abstract and figures 1-3) and is capable of learning 
new priority criteria based on a relative importance of the items learned &om an -ordo: in which 
an agent selected die items (abstract and figures 1-3). 

As per claim 63, Ramani discloses a contact center configured to receive items, which are 
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communications or tasks (atetract and figures 1-3X a decision engine that determines a priority 
code for each of the items received according to rules for prioritizing the items, is capable of 
determining the priority code for items without an assigned priority (abstract and figures 1-3) and 
is capable of learning new rules for prioritizing items based on positive and negative feedback 
related to a relative inq[)ortance of items based on an order in which an agent selected the items 
(abstract and figures 1-3) and at least one queue configured to store the items in order of ttie 
priority code (abstract and figures 1-3). 

As per claim 64» Ramani discloses a contact center configured to receive items, which are 
communications or tasks (abstract and figures 1-3), a decision engine diat determines a priority 
code for each of the items received according to rules for prioritizing the itons, is arable of 
determining the priority code for items without an assigned priority (abstract and figures 1-3) and 
is capable of learning new rul^ for prioritizing items based on a relative inqjortance of items 
learned from an order in which an agent selected the items (abstract and figures 1-3) and includes 
a parser and is configured to analyze text, voice, natural language content, emotional contrat, 
identify keywords, identify concepts (abstrsurt and figures 1-3) and determine relationships 
between the concepts of the items received (abstract and figures 1-3) and at least one queue 
configured to store tiie items in order of the priority code (abstract and figures 1-3). 

As per claim 65, Ramani discloses automaticalfy learning a new priority rule based on an 
order in which an agent selected items, which are conununications or ta^ (abstract and figures 
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1 -3) and automatically detennining priority codes for the items using tiie new priority rule 
(abstract and figures 1*3). 

As per claim 66, Ramani discloses receiving items, which are communications or tasks 
that do not have a previoiisly assigned priority (abstract and figures 1-3), automatically leammg a 
new priority rule based on an order in which an agent selected the items (abstract and figures 1- 
3), automatically determining priority codes for the items using the new priority rule (abstract 
and figures 1-3) and storing the items prioritized in at least one queue according to die priority 
code (abstract and figures 1-3). 

As per clam 67, Ramani discloses receiving items, which are communications or tasks 
tiiat do not have a previously assigned priority (abstract and figures 1-3), automatically learning a 
new priority rule based on an order in which an agent selected the items (abstract and figures 1- 
3), automatically determining priority codes for the items using the new priority rule (abstract 
and figures 1-3), parsing the items including analyzing text contents of items containing text of 
die items (abstract and figures 1*3), analyzing voice contents of items having voice contents of 
the items (abstract and figures 1-3), analyzing natural language contents of items containing 
natural language of the items (abstract and figures 1-3), analyzing emotional contents of items 
having emotional content of the items (abstract and figures 1-3), identifying keywords of items 
containing words of the items (abstract and figures 1-3), identifying concepts of the item that 
contain concepts (abstract and figures 1-3) and detennining relationships between the concepts of 
items having relationships between the concepts of the items (abstract and figures 1-3) and 
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storing the items jmoritized in at least one queue according to &e priority code (abstract and 
figures 1-3). 

4. Applicant's arguments filed June 1 1, 2003 have been fitUy considered but tfaey are not 
persuasive. 

Applicant argues at page 3, lines 1 and 3 tfiat Neither of th^ figures discloses a contact 
center configures to receive communication**, ^plicant contact center is broad term \^ch 
include a computo*. Since figure Ramani discloses a computer (see figures 1 and 2). Therefore, 
Ramani discloses a contact center configur^ to receive communication. 

Applicant fiirtfaer argues on page 3, first paragraph diat **The knowledge engineering tool 
and the knowledge base of Erman do not receive communications and do not determine a priority 
code of anything". Exammer did not recite that Knowledge engineering tool and tiie knowledge 
base receives communication and determines a priority code. Examiner refers to abstract and 
figures 1 and 2 as a source of receiving communication and detecmining a priority code. Again 
^'receives communication and determines a priority code" is broad term and any computer could 
receives conmiimication and determines a priority code (see Erman, figure 2). 

All otiier arguments follow the same line of above arguexnents. Therefore, 
Applicant's arguments &il to corrq>ly widi 37 CFR 1.11 1(b) because they amount to a general 
allegation that the claims define a patentable invention without specifically pointing out how the 
language of the claims patentably distinguishes them firom the references. 
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5. THIS ACTION IS MADE FINAL. Applicant is reminded of the extension of time 
policy as set forfli in 37 CAR 1.136(a). 

A shortaied statutory period for rq)ly to tfiis final action is set to expire THREE 
MONTHS from the mailing date of this action. In tfie event a first rq>ly is filed within TWO 
MONTHS of die mailing date of this final action and flie advisory action is not mailed until after 
the end of the THREE-MONTH shortened statutory period, then the shortened statutory period 
will expire on the date the advisory action is mailed, and any extension fee pursuant to 37 CAR 
1 .136(a) will be calciilated from the mailing date of tiie advisory action. In no event, however, 
will the statutory period for reply expire latsic than SIX MONTHS from the mailing date of this 
final actiorL 

6. Any inquiry concerning this corrununication or earlier communications from the examiner 
should be directed to George Davis whose telephone number is (703) 305*3891. The examiner 
can normally be reached on Monday throu^ Thursday firom 7:00 am to 5:30 pm. 

If attenqsts to reach the examine by telephone are unsuccessful, the examino's 
supervisor. Anil Khatri, can be reached on (703) 305-0282. The fax phone niunber for the 
organization where this application or proceeding is assigned is (703) 746-7240. 

Any inquiry of a general nature or relating to the status of this application or proceeding 
should be directed to the recq)tionist whose telq>hone number is (703) 305*3900. 
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